Attorney Docket No. 00772 
Serial No. 09/894,359 

B. Amendments to the Claims 

The following listing of the claims replaces all prior versions and listings of the 
claims in the application. 

1 . (Currently Amended) A system for providing a call back option to a customer 
of a call center, comprising: 

a telecommunications switch; 

an automatic call distributor in communication with the telecommunications 
switch via first and second communications links; 

means for providing the customer with a call back option to call back the call 
back center during a specified time period in response to a first call from the customer 
to the call center , wherein the first call is routed to the automatic call distributor by the 
telecommunications switch over the first communications link; and 

means for establishing a second call between the automatic call distributor and 
the customer during the specified time period over the second communications link 
based on an acceptance of the call back option by the customer, wherein the second 
call is initiated by the customer and bypasses one or more call waiting Queues 
associated with the call center such that the second call is given a priority greater than 
one or more pending calls associated with the call center. 

2. (Original) The system of claim 1 , wherein the means for providing the 
customer with a call back option includes means for providing the customer with a call 
back option when the call center is busy. 
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3. (Original) The system of claim 2, wherein the means for providing the 
customer with a call back option when the call center is busy includes means for 
providing the customer with a call back option based on the time of the first call from the 
customer. 

4. (Original) The system of claim 2, wherein the means for providing the 
customer with a call back option when the call center is busy includes means for 
providing the customer with a call back option based on an indication from the call 
center. 

5. (Previously Presented) The system of claim 1, wherein the means for 
providing the customer with a call back option includes means for playing a message for 
the customer regarding the call back option and for determining the acceptance of the 
call back option by the customer. 

6-9. (Canceled) 

10. (Previously Presented) The system of claim 1 , wherein the means for 
providing the customer with a call back option and the means for establishing a second 
call includes a call back service platform in communication with the automatic call 
distributor. 

1 1 . (Previously Presented) The system of claim 1 , wherein: 



4 



Attorney Docket No. 00772 
Serial No. 09/894,359 

the means for providing the customer with a call back option includes an 
incoming call processing module in communication with the automatic call distributor; 
and 

the means for establishing a second call includes a return call processing module 
in communication with the automatic call distributor. 

12. (Previously Presented) The system of claim 1 1 , wherein the incoming call 
processing module is for playing a message providing the customer with the call back 
option in response to the automatic call distributor receiving the first call, and for 
detecting the acceptance of the call back option in response to the message. 

13. (Currently Amended) The system of claim 12, wherein the return call 
processing module is for plac i ng establishing the second call to tho customer based on 
a customer identification stored subsequent to the acceptance of the call back option by 
the customer. 

14. (Previously Presented) The system of claim 1, wherein: 

the means for providing the customer with a call back option includes: 

a service control point in communication with the telecommunications 
switch; and 

an intelligent peripheral in communication with the service control point; 

and 

the means for establishing the second call includes the service control point. 
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1 5. (Original) The system of claim 1 , wherein at least one of the first and second 
communications links includes a trunk circuit. 

16. (Currently Amended) A system for providing a call back option to a 
customer of a call center, comprising: 

a telecommunications switch; 

an automatic call distributor in communication with the telecommunications 
switch via first and second communications links; and 

a call back service platform in communication with the automatic call distributor; 

wherein the telecommunications switch is for routing a first call to the call center 
from the customer to the automatic call distributor via the first communications link; and 

wherein the call back service platform is for; 

providing the customer with a call back option to call back the call back 
center during a specified time period in response to the first call from the customer[[ T ]]; 
and for 

establishing a second call between the automatic call distributor and the 
customer during the specified time period over the second communications link based 
on an acceptance of the call back option by the customer, wherein the second call is 
initiated by the customer and bypasses one or more call waiting queues associated with 
the call center such that the second call is given a priority greater than one or more 
pending calls associated with the call center. 
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17-18. (Canceled) 

19. (Currently Amended) A call center, comprising: 
an automatic call distributor; and 

a call back service platform in communication with the automatic call distributor, 
wherein the call back service platform is for: 

providing a customer with a call back option to call back the call back 
center during a specified time period, wherein the call back option is provided in 
response to a first call from the customer to the automatic call distributor over a first 
communications link[[ T ]]; and 

for establishing a second call between the customer and the automatic call 
distributor over a second communications link based on an acceptance of the call back 
option by the customer, wherein the second call is initiated by the customer and 
bypasses one or more call waiting queues associated with the call center such that the 
second call is given a priority greater than one or more pending calls associated with 
the call center. 

20. (Currently Amended) The call center of claim 19, wherein the call back 
service platform is further for prov i d i ng th e custom e r w i th a ca ll back opt i on of hav i ng 
th e ca l l cent e r ca ll back th e custom e r dur i ng a sp e c i f ie d t i m e p e r i od, for determining the 
acceptance of the call back option by the custome r, and for e stab li sh i ng tho second ca ll 
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during tho specif i ed t i mo per i od baood on tho dotorminat i on of tho accoptanco of the 
ca ll back opt i on . 

21 . (Currently Amended) A system for providing a call back option to a 
customer of a call center, comprising: 

a telecommunications switch for detecting a first call from the customer to the call 

center; 

a service control point in communication with the telecommunications switch for 
determining whether, in response to detection of the first call by the telecommunications 
switch, the call center is busy; and 

an intelligent peripheral in communication with the telecommunications switch for 
receiving the first call when it is determined by the service control point that the call 
center is busy and, in response thereto, for providing the customer with a call back 
option to call back the call back center during a specified time period and for 
determining an acceptance of the call back option by the customer[[ T ]]; 

wherein the telecommunications switch is for routing the first call to the call 
center over a first communications link when it is determined by the service control point 
that the call center is not busy, and 

wherein the service control point is for establishing a second call between the 
customer and the call center during the specified time over a second communications 
link between the telecommunications switch and the call center based on the 
determination of the acceptance of the call back option bv the customer , wherein the 
second call is initiated bv the customer and bypasses one or more call waiting Queues 
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associated with the call center such that the second call is given a priority greater than 
one or more pending calls associated with the call center. 

22. (Original) The system of claim 21 , wherein the service control point is for 
determining whether the call center is busy based on the time of the first call from the 
customer. 

23. (Original) The system of claim 21 , wherein the service control point is for 
determining whether the call center is busy based on an indication from the call center. 

24-27. (Canceled) 

28. (Currently Amended) A method for providing a call back option to a 
customer of a call center, comprising: 

routing a first call from the customer to the call center over a first communications 

link; 

providing the customer with a customer call back option to call back the call back 
center during a specified time period in response to the first call from the customer to 
the call center; and 

establishing a second customer-initiated call between the call center and the 
customer during the specified time over a second communications link based on an 
acceptance of the customer call back option by the customer|"f.11 ; and 
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bypassing one or more call waiting queues associated with the call center such 
that wh e r e in the second call is given a priority greater than one or more pending calls 
associated with the call center. 

29. (Original) The method of claim 28, wherein providing the customer with a 
call back option includes providing the customer with a call back option when the call 
center is busy. 

30. (Original) The method of claim 29, wherein providing the customer with a 
call back option when the call center is busy includes providing the customer with a call 
back option based on the time of the first call from the customer. 

31 (Original) The method of claim 29, wherein providing the customer with a call 
back option when the call center is busy includes providing the customer with a call 
back option based on an indication from the call center. 

32. (Previously Presented) The method of claim 28, wherein providing the 
customer with a call back option includes: 

playing a message for the customer regarding the call back option; and 
determining the acceptance of the call back option by the customer. 

33-36. (Canceled) 
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